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Introduction 


London Midland operates over 1,300 train services 
a day through the heart of England, connecting London, 
the midlands and the north west, 


The business manages 1 49 stations and over 
50 million journeys will be undertaken on London 
Midland trains this year, 

London Midland became part of the Go-Ahead 
Group pic in November 2007, when Govia (65% 
owned by Go-Ahead) was awarded the new West 
Midlands franchise, formed from the former 
Silverlink County, Central Trains and Maintrain 
businesses. The franchise runs until September 
201 5, with the last two years conditional upon 
achieving performance targets. 

About the Go-Ahead Group 

London Midland is part of the Go-Ahead Group. 
Go-Ahead is a major provider of transport services 
across the UK, employing over 27,100 people. 
Each year, the Group's companies serve over 
1 billion passengers. The Group's operations span 
bus, rail and aviation services, and are defined by 
a belief that local people make the best decisions 
about running local services. Each of Go-Ahead's 
subsidiary companies is run as an autonomous 
business in tune with the local market. 

About this report 

This report describes the social and environmental 
performance of our company in the 1 2 months 
to 27 June 2009, 

We have structured this report around our five 
corporate objectives, which are: 

• Performance 

• Safety and Environment 

• Investment 

• People; and 

• Customer Satisfaction. 

We also describe how we engage with our major 
stakeholders. 




As part of our annual business planning, we have 
set targets and goals to improve our social and 
environmental performance for 2009/10, 

We have placed more information on our new 
Group corporate responsibility website which will be 
available from November 2009. You can find this 
at www.go-ahead.com/corporateresponsibility 
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Managing Director's statement_ 

One of the founding principles of the London Midland 
franchise is the opportunities we can provide for rail travel 
through the midlands to London and the north west, 



In 2008, the biggest single change we made 
was to enable our passengers to realise those 
opportunities with the opening up of direct rail 
services, connecting some communities back to 
main line rail services for the first time in years. 

In the last year, London Midland has doubled the 
frequency of services between Northampton and 
London Euston, made possible new connections 
between the south east, midlands and north west, 
doubled services between Birmingham and 
Liverpool and opened up direct services through 
the Trent Valley in Staffordshire, creating new 
connections as well as new direct services between 
London and Birmingham. 

The last year also saw our biggest single investment 
in new train technology, replacing the older electric 
trains in our fleet with new, more environmentally 
efficient vehicles. As well as the improvements in 
quality and comfort to passengers, this investment 
benefitted the local community in Northampton 
where the trains are maintained, at the heart of our 
rail operations. 

We will continue to make new investments in the 
coming year, with a new fleet of UK-manufactured, 
state-of-the-art diesel trains due to be introduced 
into services from 2010, completing our 
£240 million programme of train refurbishment 
and procurement. 


The performance of our services fell below the 
targets that we had set ourselves and the levels 
passengers want to see. A number of changes have 
been made and our operation is now back on track, 
with more improvement in our services planned for 
the coming year. 

It has also been a challenging year for the UK and 
worldwide economy and London Midland has 
worked hard to provide our passengers with good 
value fares and realistic prices, to continue to 
make rail travel the competitive, efficient and 
environmentally responsible choice for commuting, 
business or leisure. 

We have established objectives around five key 
themes for the business - safety and environment, 
customer satisfaction, performance, investment and 
people. This report explains our progress and 
achievements in all of these areas. 

I hope you enjoy reading this report. 


Mike Hodson 

Managing Director 

(Appointed July 2009) 
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Performance 

This has been a difficult and challenging year for London 
Midland, The performance of our services, especially on 
the West Coast Mainline was impacted by a number of 
factors, resulting in a bad start to 2009, 


The new timetable for the West Coast, which was 
phased in from December 2008, a high number 
of infrastructure and operational problems and 
bad weather all contributed to a period of poor 
performance. In response to these issues, London 
Midland and Network Rail took a number of 
actions to address the problems, We are pleased 
that, thanks to the tremendous hard work and 
commitment of all involved, our performance 
began to stabilise in the Spring and recovered 
well in May and June, That improvement is 
continuing and London Midland has recorded 
some of its best performance since. 

We are continuing to make improvements to both 
customer service and performance. These include: 

• New trains 

We are investing £1 90 million in new electric 
trains to replace older rolling stock on our longer 
distance services. By the end of July, all 37 four- 
carriage Class 350/2 trains came into service. 

• More seats 

We introduced a brand new service: the 'Watford 
shuttle', which runs extra peak-time services 
between Watford, Bushey, Harrow and London 
in May. Introducing more services like these 
will also enable us to operate faster longer 
distance services into London, with more 
available seats. The rest of the shuttles will start 
operating in December. 

• More trains 

The London Midland fleet has been expanded, 
with an extra 28 train carriages now in service 
which enables us to run longer trains at peak 
times. London Midland is also applying to the 
Department for Transport for more train carriages 
to put more seats on services in the West 
Midlands over the next two years. 

• More punctual 

Running safe, reliable, on-time train services is our 
top priority. Information about performance is now 
shown at stations and on our website each month. 


• Better information 

We are renewing the electronic information 
and public address systems at the stations we 
manage between Northampton and London 
Euston. The first stations to benefit from this 
new technology are Watford Junction and Milton 
Keynes Central. 

• Shorter queues 

We are shortening queues by putting more 
employees at ticket windows at peak times and 
making it easier to buy tickets through our new 
website which was launched in April. 

• Better stations 

We are investing over £11 million in making our 
stations better, safer and easier to use. We are 
working with our partners to deliver a further 
£9.5 million in improvements at over 40 smaller 
stations across our network. We have already 
improved signage, decoration and facilities at 
Rugeley Trent Valley, Tamworth, Northampton, 
Milton Keynes and St Albans Abbey. 

• Listening 

Directors and senior managers listen to 
passengers regularly at our Meet the Manager 
events. This year we launched the London 
Midland Passenger Panel. The Panel will be 
made up of around 1,000 of our passengers 
and will give them the opportunity to share 
their views and comment on London Midland. 

Performance data for 2008/09 and 2007/08 
is available on page 8 of this report. 


London Midland is investing in new trains 
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Safety and the Environment 

Care for our passengers, employees and other users of the rail 
network, as well as for the wider environment is one of the 
values that London Midland is committed to delivering, 
Operating a service that is safe and secure is our utmost priority, 


As well as investing in appropriate technology for 
our trains and stations, we make sure that our 
drivers have the best possible training, and we work 
with others to tackle safety and security issues in 
partnership. 

Our commitment - safety 

In the last year we have worked hard on safer 
stations. This year we introduced the London 
Midland Security Taskforce. This combined team 
with members from London Midland, British 
Transport Police and security specialists will target 
areas where crime or the fear of crime is higher. 
The aim of the taskforce is to be a visible 
presence, deterring and reducing crime, as well 
as reassuring passengers. 

We have an ongoing programme of investment 
in CCTV and security technology at our stations. 

This investment is paying off, by the end of 
November 2009 over 80% of our passengers 
will travel through a station accredited under 
the national Safer Stations scheme. We are also 
investing in our station car parking facilities and 
over 1 6 of our car parks, including in June at Tring, 
Leighton Buzzard and Bletchley, were awarded 
the 'Park Mark' award, confirming that they reach 
high safety standards covering lighting, CCTV and 
road markings. 

We have introduced new, state-of-the-art train 
simulators. The first of these, based around the new 
Class 350/2 fleet, was installed at the company's 
training academy in June 2009. The second 
simulator, based on the new Class 172s, which 
are due into service in 201 0, will be installed in 
November 2009. These simulators will be used to 
train and develop driver skills, promoting safe and 
environmentally beneficial driving techniques. 


Our plans for the future - safety 

Reassuring passengers and reducing anti-social 
behaviour remain a high priority. The impact of 
trespass and vandalism on the rail infrastructure, 
particularly cable theft and damage to trackside 
equipment, is another serious issue that we are 
working on closely with Network Rail. 

Our commitment - the environment 

During 2008, we laid the groundwork for future 
improvements in environmental performance. 

The projects that we carried out included: 

• An environmental baseline exercise to identify 
our current environmental footprint and areas 
for future work. 

• Appointing an Environmental Manager and an 
Environmental Working Group to coordinate our 
efforts in this area. 

• Rolling out an energy reduction action plan for 
the key London Midland locations. 

We now have an environmental plan in place 
involving cleaner, more efficient trains, reductions 
in energy use at our stations, and educating 
employees to raise awareness of simple energy 
saving techniques. We are encouraging our 
passengers to be more environmentally aware by 
offering reduced-price car parking for low carbon 
vehicles, and free parking for electric cars. We are 
also increasing the number of bicycle spaces in 
our car parks. 

Our new Class 350/2 electric trains use 
regenerative braking technology to return 
electricity to the grid each time they brake. 

We will also be introducing cleaner Class 172 
diesel trains with modern engines, which are 
compliant with the latest EU diesel emissions 
standards. We are trialling new technology and 
energy metering processes, which can reduce 
our trains' electricity and diesel consumption. 
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Safety and the Environment (cont) 


_— ^ Go-Ahead became the first UK transport 

carbon operator to be awarded the Carbon Trust 
trust Standard in recognition of our work to 

reduce carbon emissions. The Carbon Trust 
Standard is an independent certification recognising the 
achievements of business and public sector organisations 
in tackling climate change. 


Ugj CORPORATE For the third year in a row 
1.1,U,Jilt. 'I | R n E dex 0 200 B 8 LITY G °- Ahead achieved a gold rating 

in Business in the Community's 
(BITC) Responsibility Index - the highest rating amongst 
comparable participating public transport operators. 

We achieved maximum marks for our performance on 
emissions management and climate change. 


We have introduced a number of energy saving 
initiatives at 1 3 stations during the past year, 
improving our heating and lighting control systems, 
and reducing total electricity consumption by 
over 1 0% and carbon emissions by 1 32 tonnes 
per annum. 

We were also able to reduce energy use at our 
depots through the following measures: 

• Rationalising the use of space at our Birmingham 
Soho Depot. 

• Improving our colleagues' energy awareness. 

• Installing intelligent lighting systems at our 
Birmingham Tyseley and Birmingham Soho 
Depots. 

Since July 2008, electricity usage at the two 
depots has been reduced by 1 4% and 22% 
respectively, compared to the previous year. 

Environment - our plans for the future 

We have set ourselves a target to recycle 50% 
of our waste by 201 4. To help us achieve this goal, 
we will be introducing more recycling facilities 
across our stations, offices and depots, and we 
recently installed newspaper recycling points at 
Snow Hill station in Birmingham. Recycling facilities 
have also been installed for on-train cleaners in 
successful trials at Shirley and Northfield. The sites 
have recycled two skips of paper each week, 
reducing waste collections by around 40%. 

We are aiming to achieve ISO 14001 certification 
for our Environmental Management System by 
November 2010. 


The new state-of-the-art driver simulator 
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Investments 

London Midland is committed to investing over £300 
million in the things passengers tell us are their priorities, 
In our second year of operation, many of these 
investments are starting to make a real difference, 


Some of the key investments we have made 
in the Last year are: 

Better stations 

We are investing; over £11 million in refurbishing; all 
of our stations, including; major upgrades at Milton 
Keynes Central, Northampton, Watford Junction 
and Birmingham Snow Hill. 

The infrastructure London Midland relies on for 
our services into London has also seen major 
investment, as part of the £9 billion West Coast 
upgrade project. This investment enabled London 
Midland to increase the number of trains it 
operates by almost 20% from December 2008, 
linking communities back to the main line and 
direct services to London for the first time in years. 

A £225,000 upgrade at St Albans Abbey 
station has seen the installation of CCTV, planters, 
modern lighting, a ticket vending machine, 
new information display cases and signage, 
a new waiting shelter, more bicycle storage 
and new seating on the platform. Working with 
Network Rail, Hertfordshire County Council and 
the Department for Transport, we have designed 
a variable-height platform to help bridge the gap 
between the platform and trains. This modular 
Easier Access Area, otherwise known as a 
'Harrington Hump', is only the second of its kind 
in the country. 

Better trains 

We have invested £1 90 million in new trains. 

Our 37 new Class 350/2 'Desiro’ electric trains 
have been chosen for the exceptionally high 
standards of comfort, reliability and accessibility 
that they offer passengers. This is only one part 
of our planned £250 million investment in new 
rolling stock which will continue into 201 0. 


St Albans Abbey station refurbishments 



The first London Midland service arrives at Stone in Staffordshire 
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People _ 

The success of our business depends on our 2,500 
employees, and supporting our people, enhancing their 
skills and investing in them is a key part of our plans, 


In the Last 1 2 months we have launched 
a new vision for the company, developed 
a new management programme, introduced 
a new company induction programme and 
launched a new recruitment website. 

It has also been a challenging time, however, 
with industrial action, changes in the structure of 
the organisation and the transfer of facilities such 
as the Control Room and fleet maintenance to 
new sites. 

We recognise that our employees are on the front 
line of our business, and that our success depends 
on a motivated and skilled workforce. We therefore 
continue to focus on employee recognition, 
communication and training, and development. 

Our commitment - employee recognition 

We have introduced a monthly and annual 
employee awards scheme to acknowledge 
exceptional service. The Gold Awards recognise 
staff contributions from customer care to keeping 
the network running smoothly, improving technical 
performance and helping improve the company's 
environmental impact. 

Our commitment - communication 

Our staff magazine, YLM, aims to keep everyone 
informed about what's happening in the business. 
YLM won the regional Communicators in Business 
award for best magazine in 2008 and continues to 
improve, with high satisfaction rates from its readers. 

Our commitment - training and development 

We will be investing £5 million in new training 
programmes and dedicated training facilities at our 
Academy in Birmingham and local learning centres 
in our main depots. Our Academy was refurbished 
in 2009, and houses the state-of-the-art facilities 
such as new driver simulators. 

Employees are encouraged to study for professional 
qualifications, such as the NVQ, and annual refresher 
training is provided to keep skills up to date. 


Our plans for the future 

We are working towards Investors in People 

re-accreditation. Our plans include: 

• Operational Excellence, which includes the driver 
simulator training, and professional driver and 
conductor programmes. 

• The Action Stations programme to enhance 
customer service amongst our station staff. 

• Continued support of NVQs, with a target of 
200 colleagues taking part in 2009. 

• Equality and Diversity training to be delivered to 
all London Midland employees by March 2010. 

• Building management capability, rolling out a 
new performance management process to our 
top 200 managers. 

• Launching a leadership programme for the top 
40 senior managers. 


Our staff magazine, YLM 
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Customer satisfaction_ 

Meeting the needs of the millions of passengers who use our 
trains and stations every day is at the heart of the plans for 
London Midland, With new trains, more seats and improving 
performance we are continuing to make changes, 


We take passenger feedback very seriously, and the 
National Passenger Survey is an important indicator 
of customer satisfaction, alongside our own regular 
programme of research and analysis. 

Our commitment - 
meeting customer expectations 

The National Passenger Survey is an assessment of 
customer satisfaction with rail franchise operators. 
The survey consults 50,000 passengers twice a 
year. Our results for Spring 2009 showed overall 
satisfaction at 78%, down three percentage points 
from the Spring 2008 survey. Out of the 32 
variables measured in the survey, 1 2 improved 
since the Spring 2008 survey wave. 

The West Midlands area of our operations achieved 
the best score for overall satisfaction and this region 
scored higher than the company average on all of 
the variables relating to train service. Operational 
performance improved considerably on our local 
and inter-urban routes in the West Midlands 
throughout 2009. 


Our plans for the future 

To improve our services and facilities we will focus 
on the following areas in addition to maintaining 
our performance and reliability improvements: 

• Overall station environment 

We are investing over £11 million in our stations, 
targeting the areas and facilities our passengers 
want to see improved. This includes everything 
from security, to waiting areas, to ticket buying 
to signage and toilets. We are also investing 
£7 million in car parks to provide more spaces 
and safe, secure parking, 

• Provision of information 
during the passenger’s journey 

Our investment in new trains and passenger 
information systems will make information 
quicker and better for passengers, as well as 
providing bespoke updates about the trains 
they regularly take. We are also making further 
investments in customer information systems, 
public address systems and Help Points. 
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Data table 



08/09 

07/08* 

Passenger vehicle kms travelled (million) 

20.44 

8.18 

Passenger journeys/handled (to nearest 5 million) 

50 

30 

Train fleet size at year end 

183 

153 


Environment 


Electricity usage for traction power (000/kwh) 

f 162,083 

94,196 

C0 2 process ppj (kg) 

i 2.24 

2.15 


Society 


SPADs (per million miles) 

1.34 

0.98 

Accredited Secure Stations 

48 

0 

Rail fleet with CCTV (%) 

46 

27 

Certified accessible train units**(%) 

48 

35 

Certified accessible train stations (%) 

68 

67 

Number of employees*** 

2,513 

2,462 

Women employed (%) 

17.3 

17.1 

Diversity by ethnic group 



- Asian, black or other origin 

16.7 

16.6 

- White 

83.3 

83.4 

Average length of service (year/months) 

10/10 

10/9 

Turnover rate (%) 

6.7 

10.5 

Absence rate (%) 

4.3 

4.2 

Charitable giving and investment (£) 

9,300 

2,229 


* Data relating to 2007/08 covers the period from November 2007 to June 2008, when the franchise started operating, 

** Rail Vehicle Accessibility Regulations. 

*** Employee numbers include part time workers and are based on year end figures. These are different to the employee numbers 
reported in the Annual Report, which are based on averages for the year. 





























Summary independent assurance statement 



Go-Ahead 

Corporate Responsibility Report 

London Midland is part of The Go-Ahead 
Group pic. Members of the Group run bus 
services (in the South of England, London 
and the North East of England), commuter 
train networks,aviation ground handling and 
parking services. 


Summary Independent Verification Statement from 
Bureau Veritas UK Ltd 

Bureau Veritas has been engaged by Go-Ahead Group pic to 
provide an independent opinion on the corporate responsibility 
OCR') key performance indicator ('KPD data contained within 
the Go-Ahead Group pic's 2009 Corporate Responsibility Reports 
('the Reports’). 

Scope & Methodology 

The information and data reviewed for this verification process 
relates to the period from 29 June 2008 to 27 June 2009. 

We have verified the CR KPI data that is contained on page 5 
of the Go-Ahead Group pic Report, some of which also appears 
in this Operating Company Report. 

The verification process involved a series of interviews with CR 
data owners at Group level and at a sample of four operating 
companies (Go-Ahead London, Oxford Bus Company, Southern 
Railway and London Midland) to understand the process for 
managing, collating and reporting data. 

At Group level, we conducted a review of Enablon, the Group 
software for collecting, reporting and managing CR data and the 
central Group contracts for energy supplies and waste 
management. At operating company level, Bureau Veritas also 
conducted a review of documents: inspection of internal and 
external records; interrogation of databases and associated 
management and reporting systems, in order to challenge and 
substantiate the CR KPI data presented in the Report. The integrity 
and accuracy of aggregated data was tested by tracking sample 
data back to its source. The methodology for data collection, 
estimation and aggregation was examined and tested for accuracy 
and robustness. 


Opinion of the verifier 

Based on our verification activities it is our opinion that 

• The reported CR key performance indicators provide a fair 
and accurate representation of Go-Ahead's CR performance 
for the defined period; 

• No significant omissions were identified which could affect 
stakeholders' ability to make informed judgements on 
Go-Ahead's CR performance fbrthe defined period. 

A full verification statement including further details on our 
scope and methodology, basis for our opinion, 
recommendations, limitations and a statement of Bureau 
Veritas independence can be found on the Go-Ahead Group 
pic's website (www.go-ahead.com/corporateresponsibility), 
Statement of independence, impartiality and competence 
Bureau Veritas is an independent professional services company 
that specialises in quality, health, safety, social and 
environmental management advice and compliance with over 
180 years history in providing independent assurance services. 
Bureau Veritas has implemented a code of ethics across its 
business which ensures that all our staff maintain high 
standards in their day to day business activities. Our verification 
assignment did not raise any conflicts of interest. 

© September 2009 

Bureau Veritas UK Ltd 

v e r i E , a s corporateresponsibility@uk.bureauveritas.com 


Go-Ahead Operating Company Corporate Responsibility Reports 



• Aviation Services 
(Aviance UK, 

Plane Handling 
and Reed Aviation) 


• Bluestar 

• Brighton & Hove 
Bus Company 

• Go-Ahead London 


• Go North East 

• London Midland 

• Meteor 


• Metrobus 

• Oxford Bus Company 

• Southeastern 


• Southern 

• Southern Vectis 

• Wilts & Dorset 






Find out about London Midland on our website 
www.londonmidland.com and for more information 
on how London Midland manages its corporate 
responsibilities visit 

www.go-ahead.com/corporateresponsibility 

If you have any comments, views or ideas on how we 
might improve, or have any thoughts on other issues that 
we should address in this report, please write to: 

London Midland 
102 New Street 
Birmingham 
B2 4HQ 

Tel: 0844 811 0133 

Email: comments@londonmidland.com 


This report was put together by The Go-Ahead Group 
with help from Corporate Citizenship and CR Consulting 
(Newcastle) Limited, and designed and produced by 
Rare Corporate Design, London. 



Printed by The Midas Press using environmental print 
technology which minimises any negative environmental 
impacts resulting from the printing of this document. 

We include the use of vegetable based inks, recycling 85% 
of dry waste, 85% of cleaning solvents and use 100% 
renewable energy. 


Printed on Revive 100 Uncoated which contains 100% post 
consumer waste and is FSC certified. 



